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WHAT TO EXPECT 

 Minimal change in process –Existing processes will 
remain largely intact, but the platform will provide new 
opportunities moving forward. 

 

 Biggest Challenge:  Learning the functionality within 
your new workspace, navigation and where things are at. 

 

 Browser: Use Internet Explorer Browser 

 

 Open Cases:  Cases that are still open in the old system 
on the date of the upgrade will still need to be completed 
and closed in the old CRM system.   

 

 



WHAT IS CRM? 

 Citizen Relationship Management (CRM) is the 

City of Albuquerque’s software application system 

where Service Requests are created or Frequently 

Asked Questions are answered based on a citizen’s 

inquiry or call through 311. 

 

 Service Request Cases can be created through See 

Click Fix or through a citizen phone call to 311. 

 

 Service Request notifications are routed to 

Department Provider Groups (COA 

Department/Divisions) to login to the CRM/311 

system for review, processing and resolution. 

 



CITIZEN CALL CENTER 

What is the Citizen Contact Center (CCC)? 
 

The CCC is the City of Albuquerque’s Call Center where Agents answer Frequently Asked Questions (FAQ’s) 

and create Service Request Cases. 

The Agents at the citizen call center will work to answer and resolve as many issues through the citizen phone call, 

however, many calls must still be resolved outside of the citizen call center.  These calls generate service request 

cases which the CRM application transfers to the Department’s Provider Group for a department liaison, to 

resolve, process, and close. 

 

 



YOUR ROLE   

 You have been identified by your department to be the 

Department CRM/311 Case Liaison to receive, review and 

actively work to resolve and close CRM/311 tickets for your 

department.   

 

 

 

The 311 Call Center Operator Takes the citizen call or a case is 

submitted through the online  See Click Fix application.  The Agent 

will ask a series of questions based on the topic and prompts within 

the CRM/311 system.  The citizen responses will be recorded in the 

CRM/311 System, a Ticket is created, assigned and routed to you as 

the liaison for your department/division.  You are notified that the 

ticket has been created by receiving an email in your Outlook work 

Email box. 

A Citizen Calls 311 or goes online 

to SeeClickFix seeking 

information, or to report an issue 

such as graffiti or a missed trash 

pickup, etc. 



YOUR ROLE 

You, as the CRM/311 Ticket Liaison shall: 

 

1) Receive an Email Notification of a new case assigned to your provider group 

2) Login to the CRM/311 System to review the case and related information 

3) Contact the appropriate employees in your department to resolve the ticket issue 

4) Make appropriate internal notes within the CRM/311 system as to the actions you have                    

                 taken to actively resolve the ticket 

            5)  When the issue has been entirely resolved you will close the ticket and update the                  

                 resolution information.  Cases should not be closed until work has been complete.  If       

                 your department uses CRM as well as another system to work cases, please close the      

                 case in your system and then the CRM system after the work has been complete. 

 

Important!  In the new system, citizens will receive email update 

notifications when a ticket is closed/resolved.  You must never close a 

ticket unless you are sure that the issue has been resolved and the 

resolution is updated with the pertinent information. 
 



SIGN IN-USING YOUR NETWORK ID AND 

PASSWORD – E12345 OR ABCISD 



NEW WORKSPACE OVERVIEW 



ASSIGN CASE TO YOURSELF 



ADD CASE NOTES 



VIEW ADDRESS MAP 



ADD ATTACHMENTS 



AUDIT LOG –ACTIONS/DATES/TIMES 



CASE DETAILS –LOWER TAB 



USER DEFINED FIELDS-CASE 

INFORMATION 



GIS ATTRIBUTES 



CLOSING A CASE 



TRAINING QUESTIONS 

 For training questions or to report any issues you 

may encounter in the application please contact: 

 Amber Terrasas at aterrasas@cabq.gov 505-768-3723 

 

 If you need or would like more training on the 

application, please contact me and we can 

schedule an online meeting time. 

 

 Thank you for your time! 

mailto:aterrasas@cabq.gov


 


